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 Question papers must be handed in.  
 This is a closed book assessment. 
 Read the questions carefully and answer only what is asked.  
 Number your answers clearly.  
 Write neatly and legibly.  
 Structure your answers by using appropriate headings and sub-headings.  
 The general University of Johannesburg policies, procedures and rules pertaining to 
written assessments apply to this assessment.  
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QUESTION 1 
 
1.1 Explain why service quality is so important within the hospitality industry. (5) 
 
1.2 Explain the SERVQUAL concept (3) and how management could apply it within  
 a hospitality establishment (2). (5) 
 
1.3 Name the five (5) dimensions on which SERVQUAL is formulated. (5) 
 
1.4 Discuss each of the SERVQUAL dimensions in detail as per Question 1.3 (5) and  
 give an appropriate example of each of these dimensions (5). (10) 
 
  [25] 
 
 
QUESTION 2 
 
Read through each of the scenarios and answer the questions that follow. 
 
You are a receptionist at the Jozi Hotel. A couple from Canada travelling with their 
two year old son are checking in today. You were just informed that their flight was 
delayed, the airline lost one of their bags and they had difficulty finding the taxi driver 
to take them to the hotel.  
 
2.1 Suggest creative ideas how you would prepare for the arrival of these guests (3) 
and how you could make their stay more comfortable (3). (6) 
 
 
Mr and Mrs Jones are regular customers at the Italian restaurant where you are the 
manager. They have been complaining over the past two weeks about their food not 
being the excellent standard that they are used to and the service quality declining. 
At dinner, an upset Mr Jones asks to speak to you and explains that they waited over 
an hour for their meal to arrive that evening and when it did arrive, the food was cold 
and his wife’s order was wrong. Furthermore, they had to ask another waiter to assist 
them as their original waiter was rude and did not check up on them regularly.  
 
2.2 Discuss how you would address this complaint to ensure that you do not lose 
these loyal customers (3) and that your food and service is the desired standard 
(3). (6) 
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You are the newly appointed Executive Housekeeper at the STH Grand Hotel. You 
have a team of 30 employees in the housekeeping department that report to you. 
From the start, it is clear that some of the housekeeping employees do not get along 
with each other and they lack respect for authority. You have also received a few 
complaints about the rooms not being cleaned properly.  
 
2.3 How would you attempt to rectify the lack of team spirit (2), communication (2), 
work ethic (1) and respect (1) within the housekeeping department? (6) 
  [18] 
 
 
Please read the article (Appendix A) and answer the following questions in your 
own words: 
 
QUESTION 3 
 
3.1 How has customers’ needs changed over the past few years? Explain by giving 
five (5) examples from the article. (5) 
 
3.2 What are the current issues, according to the article, that makes it difficult and 
frustrating for customers to deal with certain companies? (6) 
 
3.3 According to the article, what is loyalty (2) and how is it earned (1)? (3) 
 
3.4 Why is it important for a business to retain their existing, loyal customers? 
Explain by giving four (4) examples from the article. (4) 
 
3.5 Explain what referral business means (2) and how it affects the business (2). (4) 
 
3.6 How is love defined in the article (4) and how can it be used to develop loyal 
customer relationships which benefits the long-term business (4)? (8) 
 
3.7 Define (2) and discuss (3) what a positive customer experience is. (5) 
 
3.8 Explain the two sets of needs that every customer has (4) and give an 
appropriate example of each (2). (6) 
 
3.9 How can you, as a manager, help employees to perform optimally (3) in order to 
deliver exceptional customer service (3)?  (6) 
 
3.10 Name five (5) golden rules of customer service and explain why enforcing these 
rules would have a positive effect within your hospitality establishment (5). (10) 
 
  [57] 
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